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SUMMARY
 
Results oriented individual with extensive management experience.  Strong leadership, communication, planning and decision making skills.  Creative thinker and analytical problem-solver. An experienced team leader with the ability to initiate/manage/train cross-functional teams and multi-disciplinary projects.   Well organized, detail oriented, proficient in analysis and experienced in project management. 
 PROFESSIONAL EXPERIENCE
Digital Intelligence Systems
Freddie Mac –  Consultant - Senior Business Analyst




2011 - present
· Develop departmental procedures for Servicer Relationship and Performance Management, gathering business requirements and writing narratives

· Perform process analysis and create process flows/flowcharts
· Responsible for researching and resolving aged audit findings for external operations reviews
· Developed and provided weekly status reports to management for project progress 
Fannie Mae                                                                                                                             2001 - 2010
Senior Project Manager  2009-2010
· Led and developed full scale of project plans and executions following SDLC (Software Development LifeCycle) processes
· Managed all aspects of the project plan and deliverables for a $1.5 Million program
· Tracked project deliverables using project management tools

· Reported on project progress and communicated relevant information to stakeholders

· Resolved, traced and escalated critical issues to minimize project risks
· Scheduled and led meetings with stakeholders, and project teams to reviews deliverables
· Conducted Pre-Production reviews and Post-Implementation reviews for lessons learned
· Responsible for multiple projects at a time, communicating regularly with customers to obtain signoff on project deliverables
· Demonstrated ability to manage projects from planning through execution/completion under the pressure of fast-paced, time-sensitive environments
Senior Manager  2005-2009
         Managed a team of business analysts and project managers providing tier 1 and 2 Help Desk support with responsibilities for production support and delivery operations.  
· Responsible for hiring/firing, training and conducting performance appraisals.

         Implemented new processes for Production Support which significantly reduced response times and issue resolution times
         Successfully cross-trained entire team resulting in increased levels of service and coverage for both production support and operations support functions
         Initiated and implemented documentation of procedures for all support functions resulting in increased level of support and reduced time to train new team members
         Worked with Application Developers and Business Partners to define and monitor Service Level Agreements and negotiate appropriate support commitments for existing products
Senior Business Analyst  2001-2005
        As part of the acquisitions support team, worked on $275 Million multi-year strategic initiative project to replace existing legacy acquisition and servicing systems
· Consulted customers on requirements; wrote business requirements and specification documents 
· Conducted testing and tracked defects and issues  

MSTD, Inc.                                                                                                                               2000 - 2001
Project Manager
        Developed procedures and technical specifications and conducted testing of applications for loss mitigation internet application
        Conducted product demonstrations for prospective clients and training for users

· Engaged with customers during conversion process and post conversion for application support
 
Chase Manhattan Mortgage (formerly Mellon Mortgage Company)                                  1998 - 2000
Manager - Applications Support 
        Managed support team staff of 15 employees in two locations; responsible for hiring/firing, training and conducting performance appraisals.
· Established a Help Desk support team for all aspects of mortgage servicing including Investor Reporting, Default, Escrow and Payment Processing
· Liaison for customers for all functions of mortgage servicing including Acquisitions/New Loans, Escrow Administration, Adjustable Mortgages, Cash Processing and Document Retention
        Project Manager for implementation of ancillary applications and loan conversions of 760,000+ loans
· Developed and implemented departmental processes and procedures 
 
Fitts Roberts & Co., P.C.                                                                                                        1996 - 1998
Firm Administrator/Office Manager
        Responsible for all administrative functions of accounting firm, including hiring/firing staff, training, conducting performance appraisals and conflict resolution.   Supervised six employees.

· Supervised A/R, A/P and payroll functions, billings and collections. 
        Saved the company over $17,000 annually by researching and implementing a change in insurance carriers.  Managed the firm’s healthcare program.
        Coordinated relocation of office, including construction of facility. Obtained equipment and services from vendors, and purchased equipment and furniture. 
        Oversaw the inventorying of 450 boxes of tax files spanning 30 years.  Secured an offsite storage facility and developed and implemented a tracking program to retrieve files timely and accurately.    
 
CBS Mortgage Corp.                                                                                                               1990 - 1995
MIS/Administrative Services Manager, Assistant Vice President
        Supervised 16 employees responsible for planning, implementing and supporting IT Systems  including the mortgage loan servicing system, LAN, voice and data telecommunication network
· Devised annual budget for a $1.5 billion mortgage loan servicing portfolio.  Developed annual capital expenditure budget for purchasing and maintaining inventory of data processing and computer equipment, office machinery and supplies.  

        Served as liaison between customers and service bureau for all functions of mortgage servicing including Acquisitions/New Loans, Escrow Administration, Adjustable Mortgages, Cash Processing and Document Retention
· Created and implemented a Help Desk department, and oversaw daily operations 
· Responsible for the creation of training programs and materials, as well as continuing education opportunities for staff. Developed and implemented departmental procedures and trained 60 users.
· Developed job descriptions and staffing requirements for expanding mortgage company
· Conducted due diligence audits on bulk loan purchases
· Created customer satisfaction surveys for mortgagors and used feedback for training and process improvements
  
EDUCATION

State University of New York at Oswego  -  Bachelor of Arts
Houston Baptist University   -  Graduate Program in Management, Computing and Systems
SPECIAL SKILLS

Windows, Lotus Notes, MS Office Suite: Word, Excel, MS Project, MS Project Server, Power Point, Visio, 
Access, Remedy/PCMPlus, Adobe Acrobat, Outlook, Rational, SharePoint, Apache Subversion
